
California Employment Development Department
Unemployment Insurance Transformation

2010
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Implement new Internet Claim 
Filing

Implement new Internet Certification

Implement new Electronic Benefit 
Payments

Internet Initial Claims Filing 
(eApply 4UI)
Provides an intuitive, online web 
filing option for all customers

Implement new UI Call Center 
(IAD Pilot)

Convert UI Call Centers 
(Asian Languages)

Convert Adjudication 
Centers - TBD

Implement 
self service

Customer/Claimant
Advantages

EDD
Advantages

• Improved accessibility
• Improved ease of claim 

filing
• Faster claim processing
• Increased availability for 

all claim types including 
Federal and military 

• Improved efficiency and faster 
processing 

• More complete application information
• Reduced claimant follow-up 
• Reduced need for some determinations
• Reduced call volumes
• Improved service levels

• Increased access to 
EDD call centers

• Reduced wait time

• Increased call handling during peak 
telephone periods

• Improved workload management  
efficiencies and service

• Allowed employees ability to perform 
different program functions as needed

• Increased ability to assign work that best 
meets skills and experience

• Reduced long distance charges
• Faster receipt of UI 

payment by 1-3 days
• Reduced errors and 

rework that delay 
payments

• Improved accessibility 
for claims certification

• Reduced paper processing
• Reduced rework
• Reduced call volumes and improves 

service levels
• Improved services to complex at-need 

populations

• Increased speed of 
benefits delivery

• Reduced check theft and 
fraud and increased 
options to access money

• Eliminated check 
cashing fees for 
unbanked individuals

• Reduced cost to EDD
• Reduced workload  for  lost or stolen 

checks
• Enhanced ability to distribute funds 

during a disaster
• Eliminated the check reconciliation 

process

• New entrants into job 
market can use recent 
wages to qualify for a 
claim

• N/A

• Faster receipt of UI 
payment by 1-3 days

• Improved access to 
claims status information

• Provided immediate 
confirmation of receipt of 
certification

• Reduced call levels
• Improved service levels to claimants
• Decreased transaction costs
• Improved self service capabilities
• Reduced postage costs
• Reduced complex,  undocumented 

legacy systems
• Reduced paper processing

Continued Claims System Redesign
(UIMOD – CCR)
Transforms continued claims 
processing from paper to electronic

Electronic Benefit Payments 
(Debit Cards)
Provides UI benefits on a payment 
card or direct deposit

Internet Continued Claims Filing 
(CCCW)
Provides web option for customers 
to complete and submit bi-weekly 
continued claim forms

Call Center Upgrades
(UIMOD – CCNPAU)
Replaces aging call center phone 
infrastructure, software, and 
telephones, and expands call 
routing capability to all UI centers

Project Descriptions

Potential to reduce the most lengthy (~30 
min) calls significantly and increase types 

of claims that can be filed online

Reduce wait times and improve 
workload distribution and 

increase capacity to answer 
inbound calls

Potential to eliminate up 
to 1,000,000 paper 

filings every two weeks

Provide claimants 
with faster access to 

money
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Document CCR Process 
Improvement Options

Document System 
Transfer Options  Complete Detailed System Design Develop 

System - TBD

Provide framework for next 
generation platform for end-

to-end UI transformation

Potential to eliminate up to 
1,000,000 paper filings every two 

weeks through new self-service and 
telephone certification capabilities

Launch UI Demo 
Environment

Convert 6 Call Centers

Procure Vendor

UI Alternate Base Period
Allows some additional claimants 
to qualify who would not currently 
qualify Develop Program

Broaden access to 
benefits
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